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Abstract
Yvonne Blackwell
STUDENTS WITH DISABILITIES ATTITUDES REGARDING ACCOMODATIONS
AND SERVICES PROVIDED BY DISABILITY SERVICES
2016-2017
Burton R. Sisco, Ed.D.
Master of Arts in Higher Education

The purpose of this study was to investigate students with disabilities attitudes
regarding the accommodations and services provided to them from the Academic Success
Center, Disability Resources at Rowan University. The study was also created to
understand students with disabilities attitudes towards faculty knowledge and
understanding of disability laws and accommodation policies at Rowan University. This
study was structured based on prior research on Enhancing Engagement of Students with
Invisible Disabilities completed at Rowan University (Abdullah, 2015). The study
subjects included students with disabilities who were registered with the Academic
Success Center: Disability Services at Rowan University. Key findings suggest that the
majority students registered with the Office of Disability Services at Rowan University
were satisfied with services and accommodations. Findings also found that many students
were unaware and/or not knowledgeable of disability related laws. Recommendations
include creating seminars to better educate students on relevant disability related laws.
Faculty and administrators would also benefit from yearly seminars and trainings to learn
new and effective methods to implement services and accommodations for students with
disabilities.
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Chapter I
Introduction
According to Dutta, Kundu, and Schiro-Giest (2009), only 9% of the 14 million
undergraduates and two million graduate students have a documented disability. Students
with disabilities report a higher drop out rate, lower participation, and difficulties with
long term success; and for this reason it is important for higher education institutions to
provide appropriate, adequate, and effective accommodations for students with
documented disabilities (Dutta et al., 2009). It is believed that both secondary and
postsecondary institutions are responsible for the success of students with disabilities. “It
is necessary that both secondary and postsecondary institutions facilitate collaboration
with students with disabilities, their families, the community, state vocational
rehabilitation agency, and the social services system in designing an effective transition
plan” (Dutta et al., 2009, p. 11). There are many barriers that hinder disability related
services such as, eligibility determination, information sharing, and lack of resources
(Dutta et al.,2009). For this reason, it is important to have the student perspective of
satisfaction with the accommodations and services provided to them from disability
related services.
Statement of the Problem
Education is as important for students with or without disabilities. Students with
disabilities have the same desire to obtain a college education, gain independence, and
receive social respect just as non-disabled students (Kundu, Dutta, Schiro-Geist, &
Crandall, 2003). Accommodations are very important to students with physical and
hidden disabilities. It is crucial for faculty and administrators to understand how to
1

effectively accommodate, integrate, and engage the disabled student population. Student
satisfaction and perception is important when it comes to accommodations. According to
Kundu et al. (2003), “over the past decade there has been a 90% increase in the number
of colleges and universities admitting persons with disabilities” (p. 45). As a result of the
increase enrollment patterns, higher education institutions must enhance the size and
diversity of their disability related support services in variety and complexity (Kundu et
al., 2003). A disconnect occurs when faculty and administration are not knowledgeable
on the services and accommodation that are needed in order for disabled students to
successfully complete their college education. Abdullah (2015) suggested, “the lack of
knowledge lead to various assumptions about the capabilities that students with
disabilities have or do not have, understanding how to engage and integrate students with
disabilities intellectually, socially, or physically could potentially increase graduation
rates” (p. 2). The ultimate goal for students with disabilities should be a successful
completion of a college degree, which is possible with the appropriate availability of
support programs, accessibility, and accommodations (Kundu et al., 2003).
Significance of the Problem
Student satisfaction of services provided to them is what matters the most. Even
though there are many issues and challenges surrounding disability related services, the
main focus should always be on the student. There is very limited research on student
perceptions and satisfactions rates on the quality of services provided to them.
Understanding the students’ perspective could make disability related programs better,
which in turn becomes beneficial for the student. It is important for faculty and
administrators to understand the students who are in their classrooms (Abdullah, 2015).
2

“Awareness and understanding could assist a practitioner’s approach and technique,
which could possibly enhance a disabled students’ learning experience” (Abdullah, 2015,
p. 3). Also creating and having an effective disability resource center could enhance
students’ with disability success in higher education.
Purpose of the Study
The purpose of this study was to investigate students with disabilities satisfaction
with the accommodations and services provided to them from the Academic Success
Center, Disability Resources at Rowan University. Shariese Abdullah (2015), a Rowan
University alumnus conducted a similar study concerning students with hidden
disabilities in higher education. Abdullah (2015) focused on the methods used to
accommodate and engage students with disabilities during their college experience at
Rowan University. Her study also focused on how the engagement process impacted their
accommodations, interaction with faculty, disclosure, and involvement. This study relates
to this investigation because it reflects the concerns of students with disabilities and their
satisfaction with services. Abdullah (2015) also integrated student development theories
that are relevant to this investigation; Abdullah’s study was very important to my
investigation because it signified similar research concerning students with disabilities in
higher education institutions. Dutta (2001) also conducted a comparable study, focusing
on the need and satisfaction with university based disability related support services
received by students with disabilities. The number of students with disabilities is
increasing, which means the services provided should be at the same quality. “As the
number of students with disabilities increases significantly, such institution based support
services continue to play a significant role in enabling them to become self sufficient,
3

successfully encounter challenges of academia, and achieve their optimal levels of
functioning (Dutta, 2001, p. 2). The availability of these services will help institutions
better accommodate and retain students with disabilities (Dutta, 2001).
Assumptions and Limitations
This study assumed that students expressed satisfaction with the services and
accommodations received from the Academic Success Center: Disability Services at
Rowan University. I assumed all participants who partook in the study were honest and
answered all questions to the best of their ability. The population selected was not a broad
population, but a limited population of students who were enrolled with disability
services. This limited population may cause limitations due to the small number of
students who were surveyed. Due to my past experience of conducting research at Rowan
University, another limitation would be the lack of student response. Students really do
not like to contribute their time without incentives. In order to limit limitations, I included
a gift card to a random participant. Another limitation is time. If students do not return
surveys in a timely manner, the response rate can be less than 50%. Because of my past
experience in dealing with time constraints, it was important for me to distribute my
survey during a different time frame. I distributed my survey early in the spring semester,
while students had a lighter workload. Creating a comprehensive survey could also be a
limitation when dealing with students with disabilities. According to Abdullah (2015),
“when constructing a questionnaire for students with disabilities, an important factor is
that each question is comprehensive and clear for all students with all types of disabilities
to understand” (p. 5). As an intern with the Academic Success Center, there was potential
for bias. As an academic coach and a staff of the Academic Success Center, I believed
4

that as an office we provided extraordinary services to the students served. While
distributing the survey, as a researcher I wanted to be unbiased and focus on the students’
perspective of the quality of services provided to them.
Operational Definition of Terms
1. Accommodations: Services that are given to those that are legally disabled to help
them attain educational opportunities that students who are not disabled are given
(Abdullah, 2015).
2. Americans with Disability Act 1990 (ADA): “Americans with Disabilities Act
1990 (ADA) is a law that guarantees equal opportunity for individuals with
disabilities in public or private sector services and employment. Title II of the
ADA prohibits all state and local government entities, including public colleges
and universities, from discriminating against people with disabilities” (Disability
Rights California, 2013, p. 5).
3. Disability Services: Disability Resources at Rowan University provides
accommodations and assistance to students with various documented disabilities
in accordance with Section 504 of the Rehabilitation Act of 1973 and the
Americans with Disabilities Act (ADA) of 1990 (Rowan University, 2015).
4. Physical Disabilities: Physical disability is when a person has total or partial loss
of their bodily functions or part of the body. Students who are classified to be
physically disabled include but not limited to: amputations, arthritis, cerebral
palsy, multiple sclerosis, muscular dystrophy, and spinal bifida (Physical
Disability of Council NSW, 2009).
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5. Public Law 94-142: Public Law 94-142 is a law that assures that all children with
disabilities have appropriate public education, which emphasizes special
education and related services designed to meet their unique needs (U.S.
Department of Education, 2010).
6. Section 504: Section 504 is a federal law that protects students with disabilities
and ensures that students with disabilities has equal access to education, it also
provides different resources to enhance the students’ life, education, employment,
and volunteerism (U.S. Department of Education, 2015).
Research Questions
The study addressed the following questions:
1. What are the attitudes of students with disabilities regarding the quality of
services provided to them from the Office of Disability Services at Rowan
University?
2. Are the services provided to students with disabilities beneficial to their success
and completion at Rowan University?
3. What are the attitudes of students with disabilities regarding faculty knowledge
and understanding of disability laws and accommodation policies at Rowan
University?
Overview of the Study
Chapter II of the investigation includes research on relevant disability laws. This
chapter also includes research on physical and hidden disabilities.
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Chapter III describes the methodology used in the study. In this section discussion
focuses on the context of the study, population and sample selection, instrumentation
used in the study, procedures for collecting data, and how the data were analyzed.
Chapter IV discusses the findings of the study in a table and narrative format.
This chapter provides data to answer the research questions posed in Chapter I.
Chapter V summarizes the study, and discusses the findings in relation to the
literature presented in Chapter II. Recommendations for further practice and research are
also suggested in this chapter.

7

Chapter II
Review of Literature
This study focuses on students with disabilities satisfaction with the
accommodations and services provided to them from the Office of Disability Services at
Rowan University. This study is geared to help the faculty and administrators at Rowan
University better assist and accommodate students with disabilities. Providing legitimate
information on whether students are satisfied with the disability services given to them is
important to Rowan University. Because there is little research that measures what
students perceive about their satisfaction of services provided, a discussion on student
engagement between faculty, administrators, and students is an important factor. Overall,
if students feel as though they are engaged with the faculty that facilitates services for
them, the overall satisfaction rate may increase.
Introduction
The focus of this study was to determine whether students are satisfied with
accommodations received by disability services at Rowan University. This study also
focuses on the students’ need for disability accommodations within higher education
institutions. Despite research on students with documented (invisible) disabilities, more
research is needed at Rowan University to gauge what students perceive about the
satisfaction of services provided and the importance to the services provided to them.
Dutta (2001) states, “ the perception of satisfaction derived from and quality of services
received by students with disabilities plays a significant role in their achievement of
academic goals, transition to work, and the fullest community re-integration” (p. 12).
This suggests that student satisfaction with the accommodations they receive play a big
8

part in their future. “It is also important that these students receive quality support
services to facilitate learning of skills and competencies that are required to fulfill and
satisfy day-to-day demands of academia, work, and social settings” (Dutta, 2001, p. 12).
The participation of students with disabilities is increasing in higher education
institutions due to the incorporation of the Americans with Disabilities Act (Dutta, 2001).
Students with Disabilities in Higher Education
Students with disabilities is defined as those who reported that they had one or
more of the following conditions: a specific learning disability, a visual handicap, hard of
hearing, deafness, a speech disability, an orthopedic handicap, or a health impairment
(National Center for Educational Statistics, 2015). “There has been a significant increase
of students in higher education institutions. Over the past decade, there has been a 90%
increase in the number of colleges and universities admitting persons with disabilities”
(Kundu et al., 2003, p. 45). With the increase of students in higher education institutions,
it is reasonable to assume that all student accommodations needs would be met at a
satisfactory rate. According to Kundu et al. (2003), “many postsecondary educational
settings that admit students with disabilities have not kept pace with the increase in the
number of students with disabilities enrolling at their institutions” (p. 45). “It is
imperative that institutions enhance the size, diversity, availability, and accessibility of
their disability related support services in variety and complexity” (Kundu et al., 2003, p.
45). According to the National Center for Educational Statistics (2015), 11% of
undergraduates in both 2007–2008 and 2011–2012 reported having a disability. In 2011–
2012, 44% of undergraduates with disabilities were male and 56% were female.
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Traditionally the United States has looked up to higher education institutions to
improve social problems of inequality and the lack of access to all students (Dutta, 2001).
This is why secondary education is especially important to students with disabilities to
have the opportunity to learn how to gain independence, social respect, and acceptance
(Dutta, 2001). There has been limited research in higher education surrounding students
with disabilities and disability services. The history of disability services and rights
within higher education has been unrecognized in sources that may provide information
to practitioners in higher education (Madaus, 2011). Disabilities within higher education
have been around for a long time. In 1864, Congress approved legislation for President
Lincoln to authorize the establishment of a college division at the Colombia Institution
for the Deaf and Dumb, which is now known as Gallaudet University (Madaus, 2011).
“Beyond Gallaudet, examples of individuals with disabilities existed in higher education,
such as Helen Keller who attended Radcliffe College from 1900-1905” (Madaus, 2011, p.
6). Ultimately, veterans were the first population with disabilities that were granted
access into higher education. “After World War I, the federal government passed the
Vocational Rehabilitation Act of 1918, which led to educational assistance for some
veterans with disabilities” (Madaus, 2011, p. 6). Madaus (2011) confirms in his research
that with not only physical disabilities, but students with learning disabilities has grown
dramatically over the years, and because of this drastic growth there are new demands
placed on institutions. “College campuses are faced with new issues related to providing
services for an increasingly diverse student body, including ensuring access to evolving
technologies, quality instruction, and appropriate support services” (Madaus, 2011, p.
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13). This goes to show the drastic changes institutions are required to make in order to
better accommodate students’ with disabilities.
Relevant Laws
Section 504 is a federal law that protects students with disabilities and ensures
that students with disabilities have equal access to education (U.S. Department of
Education, 2015). Section 504 is a civil rights statute that prohibits discrimination against
individuals with disabilities. In all cases students who are protected under Section 504 are
individuals who are in programs and activities that receive federal financial assistance
from the U.S. Department of Education (U.S. Department of Education, 2015). “The law
is intended to prepare disabled students for personal independence, and with
accommodations, these individuals can lead a productive life and accomplish their
educational goals” (Abdullah, 2015, p. 13). Additionally, Section 504 prohibits and
program financial assistance from discriminating against an individual because of his or
her disability, which covers any college or university that receives direct or indirect
federal financial assistance, including those who accept students who receive financial
aid (Disability Rights California, 2013).
Section 504 provides: No otherwise qualified individual with a disability in the
United States . . . shall, solely by reason of her or his disability, be excluded from
the participation in, be denied the benefits of, or be subjected to discrimination
under any program or activity receiving Federal financial assistance . . .. (U.S.
Department of Education, 2015, para. 2)
Americans with Disabilities Act 1990 (ADA) is a law that guarantees equal
opportunity for individuals with disabilities in public or private sector services and
11

employment. Title II of the ADA prohibits all state and local government entities,
including public colleges and universities, from discriminating against people with
disabilities (Disability Rights California, 2013). Furthermore, Title III of the ADA
prohibits private colleges and universities from discriminating against people with
disabilities (Disability Rights California, 2013). Under ADA public colleges has to have
program access and private colleges are required to remove barriers and ensure equal
opportunities. Colleges and universities are responsible for improving access for all
students, staff, faculty and visitors, maintain accessible features, and inform users of
accessible facilities and routes. The ADA is enforced by multiple federal agencies,
including the Department of Justice, Department of Labor, and the Equal Employment
Opportunity Commission. (Higher Education Compliance, n.d.)
Public Law 94-142 is a law that assures that all children with disabilities have
appropriate public education, which emphasizes special education and related services
designed to meet their unique needs (U.S. Department of Education, 2015). This law
helped improve access to education for students with disabilities, and to improve how
students with disabilities were identified and educated (U.S. Department of Education,
2015).
Public Law 94-142 was a response for nearly one million children with
disabilities who had been excluded entirely from the education system.
The law also supported children with disabilities who had had only limited
access to the education system and were therefore denied an appropriate
education. (U.S. Department of Education, 2015, para. 3)
Under the laws addressed, all students are entitled to accommodations that ensure
12

they are in an effective learning environment. Nearly all colleges and universities are
subject to following the rules of the ADA, Section 504, or both (Higher Education
Compliance, n.d.). Students who have physical or mental impairment that limits major
life activities are in need of these laws in order to be successful students. Without these
laws that were established years ago, there would almost certainly be no access for
students with disabilities in higher education today. Assuming even if there were an
access point for students with disabilities in higher education without Section 504,
Americans with Disabilities Act, or Public Law 94-142, there would be no requirement
for accommodations for these students.
Physical Disabilities
There are many reasons why students with disabilities are increasing in
institutions of higher education. The reasons include changes in the law, increased public
awareness, advances in medical technology, and growing number of middle aged and
older college students entering college (Fichten, 1988). When discussing students with
disabilities people often think of those individuals that have noticeable disabilities such as
blindness, deafness, or mobility impairments. According to Physical Disability Council
of NSW (2009), physical disability is when a person has total or partial loss of their
bodily functions or part of the body. Students who are classified to be physically disabled
include but not limited to: amputations, arthritis, cerebral palsy, multiple sclerosis,
muscular dystrophy, and spinal bifida (Physical Disability of Council NSW, 2009).
Students with physical disabilities have the same educational goals as students with
invisible disabilities, and even students with no disabilities at all (Fichten, 1988). That
goal is to ultimately get a job, gain independence, and have financial security (Fichten,
13

1988). Aside from obtaining a college degree, students with physical disabilities have a
greater challenge while in college.
Students with disabilities have additional needs attributable to those
disabilities such as, living on their own and dealing with the disability in
an educational environment. The daily life tasks of those individuals with
a disability are more complicated than students without disabilities. (Paul,
2000, para. 3)
Students with physical disabilities needs are crucial on their college campuses.
These students must have parking, transportation, and building accessibility
accommodations to comfortably attend classes. Abdullah (2015) agrees by stating, “
Making the necessary academic adjustments is important for the success for students with
physical disabilities because some of these students may travel in wheelchairs, scooters,
or other mobility devices” (p. 14).
Hidden Disabilities
According to Wolf (2001), the term-hidden disabilities refer to the disabilities that
are less visible than physical disabilities, such as mobility impairments. Students with
hidden disabilities have major or minor psychiatric disabilities, attention deficit disorder,
learning disabilities, traumatic brain injury, and other neurocognitive disorders and
chronic medical conditions that may interrupt academic functioning (Wolf, 2001).
Students with hidden disabilities may face more misconceptions and stereotypes of their
disabilities because it is not visible to the eye (Wolf, 2001). Students with hidden
disabilities may struggle more during college due to deficits in attention, planning and
organization, memory, and high order conceptual thinking, which are connected to
14

hidden disabilities such as ADHD, learning disorders, depression, and anxiety disorders
(Wolf, 2001). Students with hidden disabilities need the support by having useful
accommodations to help them succeed in light of their disabilities that may hinder
learning
Student Satisfaction and Perceptions
Students with disabilities are entering higher education institutions at a high rate,
and because of this it is important for colleges and universities to properly develop
disability related services for these students. Student satisfaction rates and the way
students’ perceive the services provided to them can play an important role to institutions
in order for them to improve services.
According to Kundu et al. (2003),
Out of the 3,680 institutions admitting students with disabilities from 1996 to
1998, 98% provided at least one support service; 88% provided alternate testtaking formats or additional time; 77% offered tutorial services; 69% offered
readers, classroom note takers; 62% provided registration assistance or priority
class registration; 55% provided assistive listening devices or talking computers;
45% offered sign language interpreters or translators; and 42% offered course
substitutions or waivers. (p. 46)
Overall the percentage rate for support services for students with disabilities are
moderate, but can be better. In terms of addressing the unique needs for students with
disabilities and ensuring equal access to educational opportunities, support services that
colleges and universities are offering are falling short (Kundu et al., 2003). Institutions
have the ability and services to satisfy the needs of disabled students, but sometimes
15

these needs may be unrecognizable to the institution (Kundu et al., 2003). “Due to the
lack of documented evidence in support of the provision and use of disability-related
services, it is difficult to assess the efficacy of support in relation to student satisfaction”
(Kundu et al., 2003, p. 46).
Kundu et al. (2003) conducted a study to determine students’ needs and
satisfaction with disability related services. Student satisfaction was measured in terms of
how satisfied the student felt about college life, accomplishment of academic and
professional goals, and successful transition to work and independent life (Kundu et al.,
2003). “In this study need was defined as those elements for each student’s life necessary
for his or her social and psychological existence and support; and satisfaction was
operationalized as a function of expectation” (Kundu et al., 2003, p. 47). Kundu et al.
(2003) used a survey distributed to students who were registered with the Office of
Disability Services at four universities. The response rate was relatively low, out the
population of 1,589 only 445 completed the survey, which gave a 33% response rate
(Kundu et al., 2003). Kundu et al. (2003) states that, “for a study involving consumers of
disability-related services, a response rate of about 25% to 30% would be considered
reasonable” (p. 47). Out of the four universities that participated, only three were aware
of the Americans with Disability Act (Kundu et al., 2003). Some domains in the
presented survey were unable to be calculated due to low sample sizes. Overall there
were inconsistencies with the overall results, but the study found that the students from
the universities who participated in the survey expressed satisfaction with the quantity
and quality of services provided (Kundu et al., 2003). This can be disputed since the
response rate was so low.
16

Accommodations
“The granting of an accommodation to a person with a disability is a major
stipulation of the Americans with Disability Act 1990, which is a way of reducing
discrimination against those with disabilities by leveling the playing field for them”
(Paetzold et al., 2008, p. 27). Students with disabilities in higher education institutions
need accommodations in order to succeed as a college student. Accommodations can
vary from person-to-person, and also vary depending on whether the disability is a
physical or hidden disability; this is why accommodations are determined through
communication between the student, staff of disability services, and faculty (Cory, 2011).
In order for students to obtain accommodations he or she must identify himself or herself
first (Abdullah, 2015). “By law, students are expected to request accommodations, so
typically the accommodations process begins with them” (Cory, 2011, p. 29). To receive
accommodations students must request them, disclose their disability, and also provide
documentation of their disability from a third party (Cory, 2011). According to Abdullah
(2015), the law states that students do not have to disclose a disability, but if they do,
medical documentation must be provided to verify disability (as stated by Cory, 2011).
When it comes to accommodation students have a major responsibility in whether their
needs are met. Students have the responsibility of delivering their accommodation letters
to their professors in order to obtain the required accommodation. Rowan University
provides reasonable accommodations for anyone to obtain equal access to educational or
occupational programs and activities (Rowan University, 2015). Some accommodations
Rowan University provide for the students who are registered with disability services
include housing accommodations, testing services, tutoring, and academic coaching.
17

According to Jung (2002), “a request for accommodation also enters the disabled
student into a social relation where their need for some alteration in the instructional
setting or process confronts the needs, views, and teaching practices of instructors” (p.
188). But again, obtaining these accommodations are not only their rights as disabled
students, but are required by law. These laws were created in order to help better
establish equal instructional practices (Abdullah, 2015). Individuals may have negative
perceptions of those who receive accommodations, or even view it as unfair.
Summary of the Literature Review
Accommodating and satisfying the disabled student body plays a major role in
their success as students. Students with disabilities in higher education institutions need
accommodations in order to succeed in college. It is also important for faculty and staff to
understand how to serve students with disabilities. All disabilities are not the same and all
students are not the same.
Faculty and staff are in a position of having to follow the mandates of law when
they may or may not understand the nuances and complexities of it; past
experiences or good intentions toward students with disabilities may not be
enough. (Cory, 2011, p. 29)
Instructors deal with many students on a daily basis, which makes it difficult for
them to know every detail about every disability, and accommodation letter they are
presented (Cory, 2011). Also, “Disability Services staff are not always knowledgeable of
every academic discipline, but together faculty and staff can create a plan for students
that is effective in meeting overall needs” (Cory, 2011, p. 29). Disability services could
potentially exceed all expectations of meeting student needs if the student had the ability
18

to give input on the services provided to them. Research has been conducted on student
satisfaction of disability related services provided to them, but further research is needed
to obtain the students’ perspective of on the quality of services provided them. This
research sought to understand students’ who were enrolled with disability services
satisfaction of accommodations and services provided to them by the Office of Disability
Services.
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Chapter III
Methodology
Context of the Study
This study was conducted at Rowan University in Glassboro New Jersey,
formally known as Rowan College. Today, Rowan's more than 14,000 students choose
from 85 Bachelor degree programs, 65 graduate programs, 2 doctoral degrees, and 2
professional programs. The university is one of just 56 institutions in the United States
with accredited programs in business, education, engineering, and medicine (Rowan
University, 2015). Rowan provides a collaborative, learning-centered environment in
which highly qualified and diverse faculty, staff, and students integrate teaching,
research, scholarship, creative activity, and community service (Rowan University,
2015). Through intellectual, social and cultural contributions, the University enriches the
lives of those in the campus community and surrounding region (Rowan University,
2015).
The study took place during the 2015-2016 academic school year.
Rowan University’s Academic Success Center: Disability Services is a center that
ensures the success of Rowan University student body, as well as the disabled student
body, and veterans. The Disability Resource Center provides services and
accommodations to enrolled students who have disabilities as defined by the Americans
with Disabilities Act (Rowan University, 2015). The staff coordinates and ensures
accessible classes, use of assistive technology, audiotaped books (when available),
examination administration in cooperation with the instructor, as well as other services as
deemed necessary (Rowan University, 2015). Students who have learning disabilities are
20

required to submit documentation from a qualified professional and the documentation
must be current within three years (Rowan University, 2015). Also students with learning
disabilities are required to take three types of tests: aptitude assessment, achievement
assessment, and information processing, which should be included when submitting
documentation (Rowan University, 2015). Students with psychiatric and psychological
disorders must submit documentation that includes the diagnosis, treatment, and
recommendations (Rowan University, 2015). Students with disabilities are provided with
many different accommodations and services that include; tutoring, testing services,
housing accommodations, service animals, and academic coaching.
Population and Sample
The target population for this study was students with disabilities who were
registered with the Academic Success Center: Disability Services. With the assistance of
Rowan University’s Office of Institutional Effectiveness, Research & Planning a survey
was created using Qualtrics, which is an on-line survey software. Qualtrics assisted with
distribution of the survey electronically to the sample population, who were students
registered with documented disabilities. According to the Office of Disability Services
there were 930 students registered with the Office of Disability Services with
documented disabilities, in which 497 students participated in the study. All students who
were registered with the Office of Disability Services were sent an email, from the
director requesting their participation in the study. Students were informed that their
responses would be used only for academic purposes (Appendix D). The population
consisted of male and female students with documented disabilities, ranging in the ages
of 18-26.
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Instrumentation
Students registered with the Office of Disability Services were required to
complete a disability registration form, sign consent for release of information, and have
documentation of their disability (Rowan University, 2015). The instrument used to
assess students’ satisfaction towards accommodations and services provided by the
Office of Disability Services was a cross-sectional survey created from discussions with
Shariese Abdullah whose thesis research focused on enhancing engagement of students
with invisible disabilities (Appendix F). The instrument was comprised of two sections:
Section A included student demographic information (6 items); Section B of the survey
consisted of students’ attitudes towards faculty, services, and accommodations. A total of
20 items were organized using a Likert scale, reflecting 1=strongly agree and 2=strongly
disagree. Before using the survey I obtained permission from researcher Shariese
Abdullah from Rowan University (Appendix B).
Before the survey was distributed to students, the director of Disability Services
and my academic advisor reviewed it for validity. The instrument validity and reliability
is based on the opinions of students who were registered with the Office of Disability
Services. The survey was deemed to be valid because students were given questions they
could relate to, and students had the ability to eliminate his or herself from the survey at
any time. No errors or problems of understanding the questions were reported, and
recipients had unlimited amount of time to complete the survey.
Data Gathering Procedures
Prior to the collection of data an Institutional Research Board application was
submitted and approved (Appendix A). Verbal permission was obtained from the director
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of Disability Services, to use students in this study. An email was sent from the Director
of the Disability Services to students who were registered with the Office of Disability
Services, requesting their participation with completing the survey (Appendix C). Student
subjects were also informed that their answers to the survey would only be used for
academic purposes. A survey was distributed to all students with documented disabilities
at Rowan University using Qualtrics. The students who choose to participate were
informed that their responses and opinion of the accommodations and services provided
to them were confidential, and the survey was for academic purposes only. This survey
was restricted from students without disabilities to assure the correct feedback of the
survey.
Data Analysis
The student survey was analyzed using the Statistical Package for the Social
Sciences (SPSS). Statistical Package for the Social Science (SPSS) is a software package
used for statistical analysis, which calculated frequencies, percentages, means, and
standard deviations. The use of the data were to analyze students with disabilities
satisfaction with the accommodations and services provided to them from the Office of
Disability Services at Rowan University. There is very limited research on student
perceptions and satisfaction towards disability services provided in higher education
institutions. All questions were based on disability laws, accommodation policies,
understanding of disabilities, accommodation willingness, and treatment of students with
disabilities (Abdullah, 2015). As stated by Abdullah (2015), the data were analyzed using
descriptive statistics, which included frequencies, means, and standard deviations to
analyze whether students strongly agreed or strongly disagreed with items on the survey.
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Chapter IV
Findings
Profile of the Sample
This study consisted of one variable group, which is students who attended
Rowan University, and were registered with the Office of Disability Services. This
variable group consisted of students who had documented invisible and physical
disabilities and attended Rowan University. The majority of students surveyed lived with
an invisible disability at 78.3%, while 21.7 % of the students surveyed had physical
disabilities. There were no limitations to male or female students. All subjects were
welcomed to participate in the survey regardless of his or her race, sexuality, or religion.
There were approximately 930 students registered with the Office of Disability
Services. Of the 930 survey distributed, 245 responses were reviewed yielding a 26%
response rate. According to the student demographic survey, 78.3% or 119 of the students
were listed as having an invisible disability, and 21.7% or 33 students were listed as
having a physical disability. Table 4.1 represents the number of students and
demographic information of the students who participated in the survey; depicted is the
gender, age, race, and educational status of the students surveyed. Table 4.1 also
corresponds with the number of students who reported to have a physical and invisible
disability, which helped to interpret the responses of respondents.
Table 4.1 provides a summary of student demographics and also inquires about
the students’ knowledge on disability laws. More than half (50.2%) of the students
surveyed were unaware of the Americans with Disability Act of 1990. This act protected
individuals with disabilities against discrimination. Although there are many students
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who have documented disabilities and are registered with the Office of Disability
Services, they were unaware of the laws that protect them as an individual.

Table 4.1
Student Demographics (N=245)
Variables

f

%

Gender
Male
Female
Missing

104
134
7

43.7
56.3
2.9

Educational Status
Freshmen
Sophomore
Junior
Senior
Missing

41
65
76
58
5

17.1
27.1
31.7
24.2
2.0

51
126
30
23

21.2
52.3
12.4
9.5

11
4

4.6
1.6

Race/ Ethnicity
African American
Caucasian
Hispanic
Asian American/Pacific
Islander
Native American
Missing
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Table 4.1 (continued)
f

%

Do you live with an
invisible or physical
disability?
Invisible
Physical
Missing

119
33
93

78.3
21.7
38.0

Are you aware of the
Americans with Disability
Act of 1973?
Yes
No
Missing

121
122
2

49.8
50.2
.8

Variables

Analysis of the Data
Research question 1. What are the attitudes of students with disabilities
regarding the quality of services provided to them from the Office of Disability Services
at Rowan University?
Table 4.2 represents student’s attitudes towards services and accommodations
provided by the Office of Disability Services. Students were requested to select if they
strongly agreed or strongly disagreed with the quality of service provided to them. Items
are presented using mean scores from most to least positive. Overall, students at Rowan
University who are registered with the Office of Disability Services were satisfied with
the services provided. The total of 217 (96.9%) strongly agreed with, “The Office of
Disability Services provide quality accommodations and services for all students with
disabilities.” Conversely, a total of 205 (91.9%) of the subjects strongly agreed with the
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statement, “The disability services provider has assisted me in developing my selfadvocacy skills.”

Table 4.2
Student Attitudes Towards Quality of Services Provided
(1=Strongly Agree, 2=Strongly Disagree)
SA
Statements
f
%
The Office of Disability
Services provide quality
accommodations and
services for all students with
disabilities
n=224, M=1.03, SD=.174
Missing=21

217

The disability services
provider has made
reasonable efforts to
coordinate my
accommodations in a timely
manner
n=224, M=1.04, SD=.207
Missing=21

215

The disability services
provider has reviewed the
college’s policies and
procedures concerning
accommodation request with
me
n=224, M=1.04, SD=.197
Missing=21
I believe that Rowan
University offers a friendly
learning environment for
students with disabilities
n=224, M=1.04, SD=.207
Missing=21

96.9

SD
f

%

7

3.1

96.6

9

4.0

215

96.6

9

4.0

214

95.5

1

4.5
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Table 4.2 (continued)
SA
Statements

f

SD
%

f

%

Testing services and
accommodations support your
academic needs
n=223, M=1.05, SD=.226
Missing=22

211

94.6

12

5.4

I would recommend Rowan
University to other individuals
with disabilities
n=224, M=1.06, SD=.243
Missing=21

210

93.8

14

6.3

The staff of Disability Services 209
are sensitive and responsive to
your needs
n=224, M=1.07, SD=.251
Missing=21

93.3

15

6.7

If I have requested help in
developing appropriate
learning strategies or study
skills, the disability service
provider has provided me with
valuable assistance
n=223, M=1.07, SD=.251
Missing=22

93.3

15

6.7

208
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Research question 2. Are the services provided to students with disabilities
beneficial to their success and completion at Rowan University?
Table 4.3 focuses on students’ appraisal of the services provided by the Office of
Disability Services. The Office of Disability Services at Rowan University is tightly
coupled with the Academic Success Center. The main goal of the Academic Success
Center at Rowan University is to offer tools and services to assure students success at the
university. Students who are registered with the Office of Disability Services with
documented disabilities have access to these services and are encouraged to utilize them.
According to Table 4.3, the results indicate that 95.5% of students strongly agreed with
the statement, “The overall quantity and quality of services satisfy most of your needs.”
Moreover, 91.9% of the students surveyed strongly agreed that disability services
provided to them assisted in developing self-advocacy.

Table 4.3
Student Attitudes Towards Benefits of Services Provided
(1=Strongly Agree, 2=Strongly Disagree)
SA
Statements

f

The overall quantity and
quality of services satisfy
most of your needs
n=224, M=1.04, SD=.207
Missing=21

214

The academic
accommodations I have
received have contributed
to my success at Rowan
n=224, M=1.06, SD=.243
Missing=21

210

SD
%
95.5

93.8
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f

%

10

4.5

14

6.3

Table 4.3 (continued)
SA
f

SD
%

f

%

Statements
The accommodations
provided are effective to
you as a student
n=223, M=1.06, SD=.243
Missing=22

209

93.7

14

6.3

The disability services
provider has assisted me in
developing my selfadvocacy skills
n=223, M=1.08, SD=.273
Missing=22

205

91.9

18

8.1

Research question 3. What are the attitudes of students with disabilities
regarding faculty knowledge and understanding of disability laws and accommodation
policies at Rowan University?
Table 4.4 shows data on student attitudes towards faculty at Rowan University,
and their knowledge and understanding of the need to accommodate students with
disabilities. Items are arranged using mean scores from most to least positive. According
to Table 4.4, faculty members at Rowan University understand the importance of access
for students with physical disabilities. Results indicate that with the highest importance
level of 97.3%, students strongly agreed to the statement, “faculty members at Rowan
University understand that students with physical disabilities must have physical access
to the buildings on campus.” Results also indicate that 96.4% of students strongly agreed
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that, “Faculty members at Rowan understands the educational access laws of Section 504
and the Americans with Disability Act.” The importance of faculty members
understanding the laws of students with disabilities helps to provide better assistance to
the student. According to Table 4.3, the lowest agreement level (89.3%) was given to the
statement, “Faculty members present course content that can be understood by students
with diverse learning styles and abilities.”

Table 4.4
Student Attitudes Towards Faculty Understanding of Disability Laws and
Accommodation Policies
(1=Strongly Agree, 2=Strongly Disagree)
SA
Statements
Faculty members
understand that students
with disabilities must have
physical access to building
on campus
n=225, M=1.03, SD=.161
Missing=20
Faculty members at Rowan
understand the educational
access laws of Section 504
and the American
Disabilities Act
n=225, M=1.04, SD=.186
Missing=20

f
219

217

SD
%

f

97.3

6

96.4

31

8

%
2.7

3.6

Table 4.4 (continued)
SA
Statements

f

SD
%

Faculty members are
willing to make
accommodations for
students with disabilities
n=225, M=1.05, SD=.216
Missing=20

214

Faculty members include a
statement about the rights
of students with disabilities
on all course syllabus
n=225, M=1.06, SD=.242
Missing=20

211

Faculty members at Rowan
understand the process that
a student must undergo to
document their disabilities
n=225, M=1.07, SD=.258
Missing=20
Faculty members
understand that they are
required to provide
reasonable
accommodations to
students with documented
disabilities
n=225, M=1.08, SD=.265
Missing=20

f

95.1

%

11

4.9

86.1

14

5.7

209

92.9

16

7.1

208

92.4

17

7.6
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Table 4.4 (continued)
SA
f

SD
%

f

%

Statements
Faculty members at Rowan
understand why
accommodations for
students with disabilities
are necessary
n=225, M=1.08, SD=.279
Missing=20

206

91.6

19

8.4

Faculty members present
course content that can be
understood by students
with diverse learning styles
and abilities
n=225, M=1.11, SD=.309
Missing=20

201

89.3

24

10.7
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Chapter V
Summary, Discussion, Conclusions, and Recommendations
Summary of the Study
This study investigated students’ with disabilities satisfaction of services and
accommodations provided to them from the Department of Disability Services at Rowan
University. The subjects in this study were students registered with the Office of
Disability Services with a documented disability. The study probed if the students either
strongly agreed or strongly disagreed with survey items focused on the services provided
and faculty knowledge and understanding of disability laws and policies at Rowan
University. The research in this study concluded that the majority students that are
registered with the Office of Disability Services at Rowan University are satisfied with
services and accommodations. There is limited research on students with disabilities
perceptions and satisfactions rates on the quality of services provided to them, therefore
the goal of this study was to capture the student perspective. Shariese Abdullah (2015),
conducted a similar study concerning students with hidden disabilities in higher
education. Abdullah’s (2015) study focused on faculty and student knowledge relating to
invisible and other disabilities. This study can provide insight to the administrators of the
Office of Disability Services. This study can also provide a better understanding how
students perceive the services that are provided to them.
Discussion of the Findings
Research question 1. What are the attitudes of students with disabilities
regarding quality of services provided to them from the Office of Disability Services at
Rowan University?
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Overall the study showed very positive attitudes regarding the quality of services
provided by the Office of Disability Services. Kundu et al., (2003) state that the overall
percentage rate for support services for students with disabilities are moderate, but can be
better. They believe that institutions are falling short when is comes to addressing the
unique needs for students with disabilities and providing support services. Two hundred
and seventeen (96.9%) of students strongly agreed with the statement, “ The Office of
Disability Services provide quality accommodations and services for all students with
disabilities.” This statement provides evidence that more than 9 out of 10 students have
positive attitudes regarding the quality of services that is being provided to them.
Moreover, the findings of the research also suggest that the quantity and quality of the
services provided are seen in a very positive light as staff and administrators understand
the needs of students with disabilities. Dutta (2001) states, “ the perception of satisfaction
derived from and quality of services received by students with disabilities plays a
significant role in their achievement of academic goals, transition to work, and the fullest
community re-integration” (p. 12). Students’ attitude regarding accommodations and
services provided is important to their success. Support services are imperative to the
success of students with disabilities. While Abdullah (2015) formed similar results, her
study focused more on the students’ importance levels concerning faculty and their
understanding of students with disabilities accommodations and needs.
Research question 2. Are the services provided to students with disabilities
beneficial to their success and completion at Rowan University?
Results showed that 95.5% of students strongly agreed with the statement, “The
overall quantity and quality of services satisfy most of your needs.” Moreover, 93.3% of
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the students surveyed strongly agreed that the services provided within the Office of
Disability Services helped them by offering valuable assistance in developing appropriate
learning strategies and study skills. Again, a high majority of students reported that the
staff and administrators of Disability Services are sensitive and responsive to their needs,
suggesting that Rowan University is helping students with disabilities succeed
academically and socially on campus.
Research question 3. What are the attitudes of students with disabilities
regarding knowledge and understanding of disability laws and accommodation policies at
Rowan University.
Many results are different from Abdullah’s (2015) findings, due to the scaling in
my study being different from what Abdullah presented. The survey presented in this
study focused on student satisfaction. The majority of students (92.4%) strongly agreed
with the statement, “Faculty members understand that they’re required to provide
reasonable accommodations to students with documented disabilities.” Abdullah (2015)
concluded, “73.3% of faculty agreed or strongly agreed with the statement faculty
members are willing to make accommodations for students with disabilities regarding test
taking. This indicated that faculty had an encouraging attitude concerning
accommodation willingness, yet their accommodation willingness in certain areas of
what they are willing to do is lacking (p. 86). The comparison shows that the perception
of students and faculty are different in relation to accommodations. Results also
indicated that the majority of students surveyed were not familiar with disability laws at
50.2%. The results of this survey were dissimilar to Abdullah (2015) results. Abdullah
(2015) noted students’ high expectations for faculty members understanding and
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following disability laws at a 69% importance level. Similarly, student agreement levels
in the area of accommodation willingness were positive concerning students with
disabilities accommodations (Abdullah, 2015). The results from this study showed
positive attitudes similar to what Abdullah (2015) found in the areas of satisfaction.
Conclusions
Based on the findings, this study suggests that students at Rowan University who
are registered with the Office of Disability Services have very positive attitudes regarding
the services and accommodations provided. Students also have positive attitudes with the
accommodations received by the staff at Rowan University. Student responses concluded
that they strongly agreed with statements such as, “The Office of Disability Services
provides quality accommodations and services for all students with disabilities.” This
statement shows great satisfaction because it suggests that the majority of students are
satisfied the quality of services that is being provided to them.
Most of the results were relatable to a previous study that was completed at
Rowan University by Abdullah concerning students with disabilities attitudes towards
faculty knowledge and understanding of disability laws, accommodations, and policies.
Abdullah’s (2015) study observed faculty knowledge in the areas of: disability laws,
accommodation policy, accommodation willingness, understanding disabilities, and
interaction and engagement when interacting with students with invisible or all types of
disabilities. Although faculty members’ perceptions are important, my study focused
more on the needs of students with disabilities. The outcomes provide feedback to the
Office of Disability Services on the services provided to student clients. The study was
designed to help faculty and administrators understand that all students with disabilities
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require a wide range of support services to participate in a competitive educational
environment (Dutta, 2001). Accessibility plays a critical role in selection of a higher
education institution by prospective students with disabilities (Dutta, 2001). According to
the results, 96.9% of students strongly agreed that Rowan University’s Office of
Disability Services provides quality accommodations and services for all students with
disabilities. Lastly, 93.8% of the students surveyed strongly agreed that they would
recommend Rowan University to other students who have disabilities reflecting
positively on the university.
Overall, the main focus of this study was to gain a better understanding of
students with disabilities attitudes regarding the services provided to them. The study
focused on the areas of accommodations, services, understanding of disabilities, and
faculty interaction, and understanding students with disabilities. Students with disabilities
face many obstacles within higher education. Support services and accommodations are
crucial for the success of students with disabilities who are obtaining a degree in higher
education. According to Kundu et al. (2003), it is imperative that postsecondary students
with disabilities be provided with appropriate, adequate, and effective accommodations.
Ultimately, this can be accomplished by the delivery of faculty training and support, the
use of best practice models, and the implementation of technical assistance programs
(Kundu et al., 2003).
Recommendations for Practice
Based on upon my findings and conclusions, I recommend the following:
1. Results indicate that a high percentage of students are unaware and or are not
knowledgeable of disability related laws. The Office of Disability Services should
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create a seminar for new students who are registered with the Office of Disability
Services, to better educate them about disability laws.
2. Rowan University faculty and administrators would benefit from yearly seminars
and trainings to learn new and effective methods to implement services and
accommodations for students with disabilities.
3. This study showed that there are few students who believe that the disability
services provider does not assist them in their self-advocacy skills. Because it is
important for students with disabilities to advocate for themselves and
communicate with faculty, providers will benefit from learning effective selfadvocacy skills to successfully prepare students for the challenges in higher
education.
Recommendations for Further Research
Based upon my findings and conclusions, I recommend the following:
1. A study that focuses on the Office of Disability Services providers’
perspective on students with disabilities in higher education, and the quality of
services provided.
2. A study that focuses on disability laws and the history of the laws.
Understanding how the laws are implemented in higher education could be
beneficial to researchers.
3. A study that focuses on Office of Disability Services providers’ relationship
with faculty members and administrators when putting accommodations in
place for students.
4. Modify the question in the demographic section (item 5) by adding a space
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and giving the option to explain answer to given question.
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Appendix B
Authorization to Use Survey
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Appendix C
Support Letter
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Appendix D
Request for Participation
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Appendix E
Disability Services Needs and Satisfaction Survey
Demographics: Fill out the survey to the best of your ability.
1. What is your age?
2. What is your gender?
a. Male
b. Female

•
3. Educational Status
a. Freshmen
b. Sophomore
C.

Junior

d. Senior
4. Race/Ethnicity
a. African American
b. Caucasian
C.

Asian American/Pacific Islander

d. Hispanic American
e. Native American
5. Do you live with an invisible or physical disability? Invisible disability (e.g.
Autism, Learning Disability, Epilepsy, Diabetes, etc.)
a. Physical
b. Invisible
6. Are you aware of the Americans with Disability Act of 1973?
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a. Yes
b. No

Students Attitudes
Towards Faculty

Strongly
Agree

Faculty members at Rowan
understand the educational
access laws of Section 504
and the American with
Disability Act
Faculty members
understand that students
with disabilities must have
physical access to building
on campus
Faculty members at Rowan
understand the process that a
student must undergo to
document their disability
Faculty members understand
that there are required to
provide reasonable
accommodations to students
with documented disabilities
Faculty members include a
statement about the rights of
students with disabilities on
all course syllabus
Faculty members present
course content that can be
understood by students with
diverse learning styles and
abilities
Faculty members at Rowan
understand why
accommodations for students
with disabilities are
necessary
Faculty members are willing
to make accommodations for
students with disabilities
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Strongly
Disagree

Students Attitudes
Towards Services and
Accommodations

Strongly
Agree

The Office of Disability
Services provide quality
accommodations and
services for all students
with disabilities
The overall quantity and
quality of services satisfy
most of your needs
The accommodations
provided are effective to
you as a student
The staff of Disability
Services are sensitive and
responsive to your needs
Testing services and
accommodations support
your academic needs
The disability services
provider has made
reasonable efforts to
coordinate my
accommodations in a timely
manner
The academic
accommodations I have
received have contributed to
my success at Rowan
If I have requested help in
developing appropriate
learning strategies or study
skills, the disability service
provider has provided me
with valuable assistance
The disability services
provider has assisted me in
developing my selfadvocacy skills
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Strongly
Disagree

The disability services
provider has reviewed the
college' s policies and
procedures concerning
accommodation request
with me
I believe that Rowan
University offers a friendly
learning environment for
students with disabilities
I would recommend
Rowan University to other
individuals with disabilities
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Appendix F
Instrument: Student Survey
Invisible Disability Investigation
Students Participants
Rowan Students With Invisible Disabilities Survey
(Based on Priorities and Understanding of Faculty Members Regarding College Students with
Disabilities, Kent State University, 2009).

Directions:
Please use the following scale to rate the IMPORTANCE of each statement. 1 = Very
Unimportant, 2 = Unimportant, 3 = Important, 4 = Very Important.
Please use the following scale to rate your AGREEMENT with each statement. 1 = Strongly
Disagree, 2 = Disagree, 3 = Agree, 4 = Strongly Agree.
Thank you for your valuable input.

IMPORTANCE- how important the statement is to you.
AGREEMENT- extent to which you agree the statement represents the general
climate/practices at (Rowan University).
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